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ABSTRACT 
The topic of this paper is: A survey of critical success factors in Malaysia e- 
Banking: An organizational perspective from the view of UUM postgraduate 
students. The main purpose of this study is to obtain the critical success factors 
from the organizational perspective in e-banking sectors in Malaysia from the 
perspective of ULTM Postgraduate students in UUMKL Campus. This study was 
conducted among 150 postgraduates of UUMKL by using questionnaires. The 
findings show that in Malaysia, technical capability of the e-banking systems is 
the critical success factors. Secure website and other related systems and IS 
integration are the technical capability of the e-banking success in Malaysia as 
compared to strategic factors. The results indicated that availability of resources 
and flexible organizational are the least important consideration to be the critical 
success factors in Malaysia. 
ACKNOWLEDGEMENTS 
An outstanding cooperation of dedicated professional at Faculty of Business Management 
and Graduate School made the creation of the thesis a pleasure. My supervisor, En. Abdul 
Manaf bin Bohari, enthusiastically support and backed the project and play a large role in 
completing the thesis. Thank you very much for the invaluable guidance, 
encouragements, suggestions, comments, and assistances through-out the period of this 
thesis. Your kind advice will encourage me to do further research in kture. 
I thank the faculty staff for valuable information, supply many insighthl reaction, and 
suggestions for final works improvements especially for Prof. Dr. Noor Azizi 
Ismail, Dean of Othman Yeop Abdullah Graduate School of Business, UUM. I am 
particularly gratehl to my colleagues, friends, and course-mates who in anyway help me 
through this research paper. 
Finally, I am indebted to my husband and my children, Adnan Misngun, Mohamad 
Aiman Adnan and Noramirah Shahirah Adnan. Thanks a lot for giving me more chance 
and more time to complete this final report. Special thanks for their support, commitment, 
and understanding in helping me pull through this course. I appreciate the contribution 
from all of my family. All of you are wondefil helpmate. Thank you for everything. 
NORLIZA MOHAMAD GHAZ ALI 
08 Jun 20 1 1 
TABLE OF CONTENTS 
PERMISSION TO USE 
DISCLAIMER 
ABSTRACT 
ACKNOWLEDGEMENT 
TABLE OF CONTENTS 
CHAPTER ONE: INTRODUCTION 
1.0 Introduction 
1.1 Objective of the Study 
1.2 Motivation of the Study 
1.3 Contribution of the Study 
1.4 Organization of the Chapter 
1.5 Conclusion 
CHAPTER TWO: LITERATURE REVIEW 
2.0 Introduction 
2.1 Related Works 
2.2 Critical Success Factors in E-Banking 
2.3 Strategic Factors 
2.4 Operational Factors 
2.5 Technical Factors 
2.6 Conclusion 
PAGE 
. . 
11 
. . . 
111 
iv 
CHAPTER THREE: RESEARCH METHODOLOGY 
3.1 Introduction 
3.2 Research Framework and Conceptual Framework 
3.3 Conceptual Framework of Study 
3.4 Hypothesis Development 
3.5 Research Methods 
3.6 Sample Selection and Respondents Backgrounds 
3.7 Conclusion 
CHAPTER FOUR: RESULTS AND ANALYSES 
4.1 Introduction 
4.2 Response Rate 
4.3 Demographic Analysis 
4.4 Analysis and Findings 
4.5 Conclusion 
CHAPTER FIVE: DISCUSSION AND FUTURE RESEARCH 
5.0 Introduction 
5.1 Research Findings 
5.2 Limitation of the Research 
5.3 Future Research 
REFERENCES 
APPENDICES 
CHAPTER 1 
INTRODUCTION 
1.0 INTRODUCTION 
Rapid technologies advances have introduced significant changes in the global 
economic and business environment. Malaysia is no exception to this trend. In this 
regard, all industries in Malaysia are in way or another being affected by the 
advancement of the technological innovation. In the banking industry for instance, 
bank branches alone are no longer sufficient to provide banking services to cater the 
needs of today's sophisticated and demanding customers (Boon and Yu, 2003). The 
provision of banking services through electronic banking (e-banking) namely PC 
Banking and phone banking have provided an alternative means to acquire banking 
services more conveniently. The influence of information technology has created a 
highly competitive environment to compete domestically and internationally, and 
with this, organizations in the sector faced mounting pressure for quick changes 
(Cronin, 1998). 
Technological developments particularly in the area of Telecommunications 
and Information Technology are revolutionizing the way business is done. Electronic 
commerce is now thought to hold the promise of a new commercial revolution by 
The contents of 
the thesis is for 
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only 
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